temparary nature of the solution), there are few major differences in reactions to these

benefits and drawbacks by type of customer.

Finally, even for this less popular option, we once again find that cellular and
paging customers spparently feel that at least two of the benefits tested (standard service

would keep the 203 area code, and fewer customers would have to switch) seem to

outweigh the drawback of having to reprogram their equipment.

New Customers: The beaefits and drawbacks tested for new customers were the .

following:

Beneflis:

The customers who get the aew area code will be changing their telephone
nnmber anyway, since they'd be new customers;

No existing customers would have 0 update their stationery, business cards,
ex.

Drawbacks:

Neighbors could have differant ares codes;

Consumers or basinesses tha add 2 new teiepbone line could bave different
apea codes within the same household or company:

‘Becanse soms local calls would be 1 a different azes code, many local calls

would require dlaling 10 digits:

Business equipment making outgoing calls —~ such as fax machines, modems,
alarm systems, and anomatic dialess — would need to be reprogrammed
ks 10-digit local calling into account;

There wouid be no geographic boundary betwean area codes.
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Ianpt(zrl.wenwtbatﬂzmmmrsoption was Jeast likely to be chosen
as the optico customers would like 10 see adopted right now. Customers’ m&immthe
benefits and drawbacks tested for this area code solution belp us anderstand why — the
iterns that customers are most Likely to feel strongly about when it comes to this option, by
far, are drawbacks.

Specifically, large majorities of both residence (69%) and business (74%)
customers consider it 2 major drawback that customers could have different area codes
within the same household or business. Moreover, majorities of both residence (62%)
and business (64%) customers consider it a major drawback that neighbors could have
different area codes. Mofb&mdmmmmwmcounmm
customers’ desire for clarity, ease, and logic in a new area code scrategy, and both of
them are cousidered major drawbacks by stroag proportions of customers. Moreover, and
importantly, the proportions in the table below indicate thar customers seem to feel that
these two drawbacks outweigh any of the benefits tested for the new cuszomers option.
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Conclusion Customers® reactions to the optioas theraselves, as
well as their reactions to the proposed benefits and
deawbacks of the options, belp us understand why most choose geographic splir over the
other tested methods of introducing 2 new area code. Geographic split is more likely to .
satisfy what appears t be an imparmant need among customess — the need for an area
code srrangement thee is clesr, simple, and easy to grasp. The other two options are not
caly less likely to sarisfy this need, bt they also bring with tham some specific concerns,
m@(wﬁumum)muwmmﬂnhym

bring. In particular, customers (especially large business customers) are coacerned about

34 The Tayler Group, Inc.



the tempocary nanure of the specific services option, and they're very concerned about the
fact that the new customers approach could mean multiple area codes within 2 home or
business, as well as neighbors with different area codes.

In the next chapter of this report, we'll examine the degree to which the
interview's discussion of benefits xnd drawbacks may have infiucaced overall preferences

actoss the three options.
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The Impact of
“Education”

In Chapter 1, we saw that on the basis of simple
descriptions of the three area code options, majocities
of customers ~ regidence and business, wireless and non-wireless — prefer the geographic
splir option. In this chapter, we’ll see that after they're exposed 10 a range of potential
benefits and drawbacks to each option., customers become even more likely to prefer
geographic split than they were initially.

Introduction

Preferences After After baving beard and reacted to the tested benefis
Benefits and | a0d drawbacks for each option, customers were

ssknd the following question: “Now that you've
beerd this information about the area code options, which of the three options would you
most prefer to see adopmd right now?”
Based on the findings from Chapeer 2 — in which we found that customers react -
positively to geographic spli’s proposed beoefics, bux react negazively t specific
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mswmmdwmmmwspomﬂformum-uucode

hounholdnndbusmm ~ one might expect that the end-result of the

benefits/drawbacks discussion would be evea stroager preferences for geographic spli.
In fact, although this was generally the case, the pre-test vs. post-test movement to
geographic split is sumewhat more significant among business custwomers than it is among

Specifically, the proportion of customers choosing geographic splis as the option
they’d prefer to see adopted right now went from:

¢ 54% among residence customers before the discussion of benefits and
drawbacks, © 7% after the discussiocn. :

. mmmwwhwwm.
By contrast, while the proportion choosing new customers remains fairly constnt

o 27% athong residence cosomers befors the discussion of benefits and
drawbacks, © 22% sfter the discussion.

e  31% among Imeinres cussomers bofere ths Jiacussion, o 20%.
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What types of customers were most likely to change their opinion after hearing the
benefits and drawbacks? According to the results, the survey’s “e@aﬁon"prooéuppand
to bave the largest impact on:

o Residence customers with both & cellular phone or a pager. Before the benefits
and drawbacks discussion, 56% of these customers preferred geographic split;
after the discussion, 66% chose this option. Similarly, the percentage of
customers in this group preferring specific services dropped from 24% w© 15%.

e Smaller business customers. The percentage choosing geographic split increased
from 53% before the discussion 10 60%. The proportion choosing specific
services dropped from 32% to 26%.

FMW Similar results are seen whea we compare perceptions
Benefits and of the fairesr option before and after the discussion of
Drawbacks

benefits and deawbacks. As the following table
shows, the proponion of residence customers choosing geographic split as fairest goes
from 54% befare the discussion 1 57% after the discussion. And again, the option that
declines the most on this measurs is specific services — going from 24% before the
discussion w0 19% after the discussion. |

Movement among business customers was more modast, but in the same direction
— 60% chose geographic split as fairest before the discussion; 62% chose it as fairest after
the discossion.
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Gcogmphic SPI&; In Chapter 2, we saw some evidence that self-interest

ma‘“tf’” may have been az the £oot of some Customers’

preferences for the specific services and new

customers options. Specifically, we found that some proportion of customers choosing
mmapmnmﬁmmmwthﬂmm
-

In this section, we'll examine the degree to which self-interest influences customers’
opinions of the peographic splir option. Specifically, customers who (after the discussion of -
benefits and drawbacks) stated that they would prefer 10 see geographic splis adopeed right
now ware asked the following question: “Suppose that if the geographic split were used,
YOur own pert of the stass would get the new area code. In that case., which of the three
options would you prefer”"

According  the results, thoss who prafer geographic split remain consisunt in their
choice of this optioa, sven if it means thaz they thamsslves would geta new area code. In
fact, 9156 of residence customars and 90% of business customers who preferred geographic
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split scaned that they would conrinue w prefer this option if they were to get the new area

On the other hand, customers who (after bensfits and drawbacks) chose an option
other than geographic spliz were asked the following question: “Suppose that if the
geogeaphic split were used, your part of the stase would keep the 203 area code. In that case,
which of the three options would you prefer?” Althougb most of these customers would sty
with their additional choice, significant proportions would switch to geographic split
Specifically:

e Among residence customers, 25% of these customers woald prefer geographic
split if they knsw that they woald keep the 203 ares code:

e Among business customers, 30% woald prefer geographic split.
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These results add a new perspective to our understanding of why customers chooss
oDs option over the others. The results corroborate the notion that those choosing geographic
split are most interested in an ares code srrangement that is clear and simple, even if it means
that they themseives would get & new sres code. On the other hand, the results also
corroborate the notion that az least some customers who choose specific services or new
customers do so with their own interests in mind ~ since 2 significant proportion (slthough
admjuadly aoc the majority) would prefer geographic split if they could be guaranteed that
their area code would not change.
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MM Of Toward the ead of the interview, customers were
Communicating the asked 0 name what they would consider to be the
Change

most effective methods of communicating news about
the area code change to customess. Although. customers mentioned a wide variety of
possible communications methods, bill inserts were most likely to be suggested (by 60%
of both residence and business customers).

Forming a nex: “tier” of preferred methods were a direct mailing (45% of

residence customers. 51% of business customers), (elevision ads (45% and 44%), and
newspaper ads (41% and 42%). Falling farther down the list are radio ads (27% and

27%), pbooe calls from SNET (18% and 17%), and billboards (1% and 2%).
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Conclusion In this chapter, we've seen that whether the question is
asked from a top-of-mind point of view (based on oaly

2 simple description of the options) or an “educated™ point of view (after a discussion of
the potential benefirs and drawbacks of each option), majorities of customers across the
board say they: (1) would most prefer w see geographic split adopred, and (2) would
least prefer to see new customers adopted. And if anything, the discussion of benefirs and
drawbacks caused customars to prefer geographic split somewhar more strongly than they
did initially — not surprising, given that customers saw significant drawbacks in both
speclfic services and new customers.

Aﬁmlhnpatanpohnmum-dinthischapm.m.’th:isdmpmfm
for geographic split seem less likely to be driven by self-interest than is the case for
specific services or new customars. Although getting a true read on the motives of survey’
m&;uﬁyhﬁmuﬁmbwmumwofm
(about 90%) who prefar geographic split continue ©© do s0 whea they're wid to assume
thas they themseives would get & paw arsa code. On the other band, somewhat fewer
customers choosing 0as of the other options would stick with that opticn if they knew
that the geographic spiie option would not affect them. In that case, some 25% of

residence and 30% of business customers would switch their support to geographic splic
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Appendix Survey
Questionnaire




Telopbone Number:_

Hello, my same is _, calling from The Taylor Group, a resesrch and
consulting firm. We're conducting a survey for SNET on the possibility of a new area code in
Connecticut

May I speak with the person in your (bousehold/company) who knows the most about the way your
(housebold/company) uses the telephone?

Hello. my oame is , calling from The Taylor Group. We're conducting 2
survey for SNET on the possibility of 2 nsw area code in Connecticut.

I want t© assure you that I'm not selling anything, nor will a sales call follow our interview today.
We're conducting an opinion survey and your answers will be beld strictly confidential o

l. T'dIike o begin by getting soms background information sbout your (housshold/compeny).
Plrst, (whaz city or town do you live infin what city or town is your company located)?

ASK 0.20-0.2¢) OF RESIDENCE CUSTOMERS ONLY
2a. Do you, or doss anyons in your boasehold, have a cellnlar phoae or mobile pbone?

Yes, respondent has cellular/mobile -1 (ASKQ2be)
Yes. other in houssbold has cellula/mobileeem.__-1 (ASKQ2be)

Ne, do noc have cellular or mobile -2 (SKIP TO Q2ca)
Not sure -3 (SKIPTOQ.2ca)




2ba. As you may know, a cellulsr telephone is a telephone thar you can use when you are craveling
away from bome. Some callular welephoces are permaneatly installed in a car, while others are small
enough to taks with you and nse while you are walking down the street, in your car, in a shopping
mall, etc. Please kesp in mind that I'm pot talking about a cordiess phone that is tied to your home
tslepbone number.

Do you, or does anyone in your household, curently have a cellular telephone that you can use when
you are traveling away from home, or not?

Yes, respondent has celluler -1 (ASK Q.2bb)
Yes. other in household has csliular - -1 (ASK Q2bb)
No, do not bave cellular 2 (SKIPTOQ2c3)
Not sure. -3 (SKIP TO Q2c0)

Zhb.Doayonren_nhrybonehveaMaxueodeormt?

Yes, has 203 area code S |
Yes, other in bousehold has 203 ares code. e . -2
No, does not have 203 area code -3
Not sure/doa’t know )

IF RESPONDENT OR OTHER HOUSEHOLD MEMBER HAS CELLULAR PHONE WITH
A 203 AREA CODE IN Q.Zbb, COUNT TOWARD CELLULAR QUOTA.

2ca. Do you, or does anyons in your bousebold, bave a pager or besper that lets you know when
someocne is trying to reach you?

Yes, respondent has pager/besper -1 (ASKQ2ch)
Yes, other bas pegut/besper. -1 (ASK Q2cb)
No, do not have pagafbecper 2 (SKIPTOQ3)
Nox sure. -3 (SKIP TO Q3)

2cb. Does your pager or boeper bave 2 203 ama cods or sot?

Yes, bas 203 area cods -1
Yes, other in bowsehold has 203 srsa codeeee e ____2
No, doss aot bave 203 area code -3
Not szre/don't ksow 4

IF RESPONDENT OR OTHER BOUSEBOLD MEMBER HAS PAGER/BEEPER WITH 203
AREA CODE, AND IF NOT ALREADY COUNTED TOWARD CELLULAR QUOTA,
COUNT TOWARD PAGER QUOTA.
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3. Before this interview, had you beard or read anything about the possibility of a new area code
for Connecticut? .

Yes, bad heard or read -1

No, had not heard or read 2

Not sure -3

4. Asis the case in many stames, the number of available telephone aumbers in Connecticut has
been shrinking, and will continue to shrink. As a result, the state will need to get a pew area code in
the neer foture.

There are three possible ways of adopting a new area code in Connecticut, and I'd like t get your
reaction to sach. Please keep in mind throughout our discussion that the rates you pay for local and
toll calls within Coenecticut would nog be affected by any of these area cods options.

RANDOMIZE ORDER OF OPTIONS

a. We'll call the (first/next) option gaographic split. This option would divide Connecticut into two
geographic regions. Everyoos in ons region would keep the 203 area code; everyone in the other
region woald get a new area code.

In genenal, would you coasider this option to be fair oc unfair?

Yes, fair. -l
No, unfair -2
Depends (vol.). -3
Not sure. -4

We'll call the (fixst/naxe) option paw casomers. With this option, hbouseholds and businesses
would continne © use the 203 ares code until ®isphone numbers run out. At that point, all pgw
customars in the stas would get 8 new ares code, regardiess of where in the stam they live.

Ovenall, would you consider this option t be fair or uafair?

Yes, fhic. -1
No, aot fhir. 2
Depands (vol.). 3
Not suss....




c. We'll call the (Brst/next) option spegific services. With this option, 2 new area code would be
assigned only © specific services. such as cellular telephooes and pagers. The trea code would
remnain the ssme for standard household and business service. Please keep in mind thar this
opdonmldrdieveuﬂ-pbonennmbeuhomgcfonhemfwyan. After that, another
option would need to be adopwed.

Ovenall, would you coasider this option to be fair or unfair?

Yes, fair. -1
No, not fair. -2
Depends (vol.). 3

Not sure <-4

So. Which of the three options would you most prefer to see adopred right now? READ LIST
Sb. Which would be your second choice?

in the state would gt a new e .
code, regardless of where they live_. -2

c Soacific sxvicas, whets 2 new area
code would be assigaed w only
specific services, sach as cellular
phooss and pagers -3

Not axs -+

Sc. What wees your mein reasoas for choosing (ANSWER TO Q.5D) as the option you prefer the
mos? What other reasoas?




Sd Which ares code option do you think would be fairest for evervone in the state? (READ LIST)
RANDOMIZE IN SAME ORDER AS Q.4
s+ Geographic split, where ope part
of the state would keep the 203

area code and one part would get
2 new area code. -1

b. New customars, where new customers
in the statz would get a new ares

code, regardless of whexe they live. -2

c. Specific ssrvices, where 2 new area
code would be assigned w0 caly
specific services, such as cellular
phooes and pagers -3

Not sure.. -

6. I'dlike o give you some addicional information about each of these options.

RANDOMIZE Q.6a/b, Q.6c/d, AND Q.60 IN SAME ORDER AS Q4
6a  I'dike w0 read you some possible bapefiss of the gaographic spiit option, where one part of
the state would keep the 203 area code and one part would get & new ares code. With the gaographic

shlit option (READ EACH ITEM). Do you coasider that to be 2 major benefit of this option, a
minor benafit, or not a beasfir?

Major Minor Not Net
. Bemafit DBenafit DBenefit Sure
RANDOMIZE ORDER
& There would bs a clesr dividing line in the
state betwesn ons area cods and the nexx ... -1 2 -3

b. Everyoss within each mgicn
would have the same srea code. -1 -d -3

-4

-4




6b. Next, I'd like t read you some possible dawbacks of the geographic spli¢ option. With the
i option (READ EACH ITEM). Do you consider that to be 2 major drawback of this
option, a minor drawback, or not a drawback?

Major Minor Not Not
Drawback Drawhack Drawbeck Sure

RANDOMIZE ORDER
& About ons-half of customers in the

state would get a new grea code -1 2 -3 -
b. A large number of customers would

oeed o updase their sasionery -1 -2 -3 4
c.  Alarge number of businesses would need to

update their advertising and business cards -l <2 -3 4

d. Customers with cellular talephones or pagers would
need m bring their phones and pagers to a specified
location, in order to have them reprogrammed
with the new area code -1 -2 -3 'y

e  Business aquipment such as fax machines,
modams, alarm syswems, and automatic
dialers would nead to be reprogrammed -1 -2 -3 4

6c. I'd liks to read you some possible hanafizs of the pgw cugtomers option, where new customers
in the state would get s new srea code, regardless of whece they live. With the pgw cugtamers option
(READ EACH ITEM). Do you consider that o be 8 major benefit of this option, 2 minor beaefit, or
not a benefit?

Major Mimer Not  Not

Bmaft DBenefit Benefit Sure
nnmomomn

All curvent customars would keep their
existing arma cods -1 -2 -3 -

b. The cussomers who gat the nsw agea code
will be changing their sisphone number ,
anyway, since they’d bs sew customers -1 2 3 -4

¢ No existing castomers would have to updats
their staionery, business cards, etc. -1 2 3 4




6d mrdmwmmmmmormmopm With the pew
. customers optioa (READ EACH ITEM). Do you consider that 1o be 2 major drawback of this
option, a minor drawback, or not a drawback?
Major Minor Not Not
Drawhack Dmawback Drawback Sure
RANDOMIZE ORDER

a  Neighbors could have differeat area codes ... __-1 -2 -3 4

b. Consumers ar businesses that add a new
talephone line could have different area codes
within the same bhousebold or company .o -1 -2 -3 -4

READ ITEM c AND d IN ORDER
c. Becanse some local calls would be o a different
10 digits -1 <2 -3 -4

d  Business equipment making outgoing calls — such
as fax machines, modems, alarmn systems, and
auromatic dialers — would need to be reprogrammed
o take 10-digic local calling into account. -1 -2 -3 4

boundary between area codes -1 -2 -3 4

Ge. I'd like v read you some possible beosfits of the spacific asxvices option, where 2 new area
code would be assigned 1 only specific services, such as cellular phones and pagers. With the
spacific sacvices option (READ EACH ITEM). Doymmd:dmubum;orbeneﬂ:ofmis
opton, 2 minor benefir, or oot a benefir?

Major Mimer Not  Not

' Bmafit DBemafit DBepefit Suxe
RANDOMIZE ORDER

a  All standard sisphons ssrvice would use ‘
the existing area code. -1 <2 -3 <4
b. &wmmﬂhnm
area codes : -1 2 3 4

¢. Fewer customers would have o update :
their stationery, business cards, etc. -1 ] =3 -




6f. Next, I'd Tike to read you some possible drawbacks of the specific services option. With the
soasific services option (READ EACH ITEM). Do you consider that to be 2 major drawback of this
opuon.amnnrdmvbchornonhwba:k’

Major - Minor Not Not
Dn!hds Drawhack Drawback Sure
RANDOMIZE ORDER
a.  Customers with certain services, such as
cellular phones or pagers, would need to
bring their phones or pagers 0 a specific
locazion, in order o bave them reprogrammed
with the new area code -1 <2 -3 <4

b. Fcrnchnolopalmdnsuaﬁodwodd
only tamporarily resoive the number
shorage problem. Within a few years, one
of the other options would have to be adopted -1 2 =3 4

READ ITEM ¢ AND d IN ORDER
¢.  Because some Jocal calls would be to
a different area code, many local calls
would require diaking 10 digits -1 -2 3 4

d  Business equipment making ourgoing calls
- such as fax machines, modems, alarm
systouns, and sutomatic dislers ~ would need
bbenpmmmdmuhlwdtloal
calling into account -1 -2 -3 -4

e.  There would be no geographic
boundary berwesn area codes -1 -2 -3 -




7a. Now that you've heard this information about the area code options, which of the three options
would you most prefer w see adopted right now? READ LIST

7b. Which would be your sscond choice?

Most Second
Prefasred Chojce
RANDOMIZE IN SAME ORDER AS Q4
& Geographic split -1 —_-l
b. New customers -2 —2
c. Specific services -3 —_3
Not sure... X - 4

7¢. And now that you' nmmmmmchmcodeopnondoyoum
would be fairest for evervone in the saie? READ LIST

RANDOMIZE IN SAME ORDER AS Q4

8. Geographic split. -1
b. New customers -2
¢ Specific services -3

Not sure -4

7d. ASK THIS VERSION IF GEOGRAPRIC SPLIT IS THE PREFERRED OPTION IN Q.7a:
You mentioned earlier that the option you would most prefer to see adopead is gaograghic split
Suppose that if the geographic split wers used, your owp pert of the stare would get the new area
code. In that case, which of the three options would yoa most prefex? READ LIST

ASK THIS VERSION IF GEOGRAPHIC SPLIT WERE NOT THE PREFERRED OPTION IN
Q.7a: You meutioned emtier that the option you would most prefer to sse adopead is (ANSWER TO
Q.72). Suppose tat if the geographic split wers ased, your past of the stase would keep the 203 area
code. In that case, which of the thres options would you most prefer? READ LIST

RANDOMIZE IN SAME ORDER AS Q4
a. Geographic split. -1

b. New customers -2

¢ Spexific services -3

Not sure... -4
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8. What methods should SNET use to notify customers about this change? READ LIST IF
NECESSARY - MULTIPLE RECORD

Bill inservs/information in telephone bill....ceeee... ____ -1
Sepsraxe mailing from SNET, spert from bill —eeeee. ___-1
Newspaper ads -1
Television ads
Radio ads —_—-l
Calls from SNET -1
Other (SPECIFY):

—1

Not sure




1l

RESIDENCE DEMOGRAPHICS

Fl. Ijusthavea few final questions w belp classify your answers. Fimof;n,howlonghaveyou
lived in your present home? READ ONLY IF NECESSARY

Less than 6 months -1

6 moaths t a year -2 (ASK QF2)

1to 2 years —3

35 years -4 ,
6 10 years -S (SKIP TO Q.F3)
Over 10 years 4

Not sure/refused. -7

F2 Whaere did you move from? Was it from the same town, another part of Connecticut, of from
outside the state?

Same town . —1
Another part of Coanscticut -2
" Ourside the state -3
Not sure.. . 4

F3a. Approximately how many outgoing calls are made by all members of your household in 2
typical day? rmjulwﬁacfwmbnm

LLLL ]
F3b. How many teiepbons lines do you bave in your bome — and when I say lines, I mean separate
wiephone pumhbers, not exmasions?

L L LLU

Fic. And do you bave plens o add & new talephoos line in the next 6 mouths, or not?

Ya : -1
No -2
Nox sure. <3
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F4. Are thare specific wwas in Coanecticut that you tead to call most frequently? (IF YES) Which
ones”?

FS. How old are you? IF HESTTANT, READ LIST

18 10 24. —_
25029 02
W0 w34 -3
35w39 —_—0 -
40w a4 —— s
45w 49 06
50 to 54. 7
55 w 64. 08
GSw74... 09
75 and over —_-l0
Nox sure -11
Refused.. -12

F6. Are you currently single, married, divoreed, separared, or widowed?

Single ' <1
Matried . 2
Divorcad =3
Separated -4
Widowed =S
Refused ¥

F7a. Are thare any children Eviag in your bousebold?

Yes -1 (ASK QF7b)

No 2 (SKPTOQM)
Refused... 3 (SKPTOQFY)




